Total O Exchang O Wire

California Public Utilities Commission
Service Quality Standards Reporting
General Order No. 133-D

Company Name: Sierra Telephone U#: 1016-C Report Year: 2020
Reporting Unit Type: Reporting Unit Name: Total Company
Date filed Date filed Date filed Date filed
: : (05/15/19) (08/15/19) (11/15/19) (02/15/20)
Measurement (Compile monthly, file quarterly) 1st Quarter 2nd Quarter 3rd Quarter 4th Quarter
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
| . Total # of business days 49.28 190.30 295.20
nstallation Interval -
Min. standard = 5 bus. days Total # of service orders 58 111 129
Avg. # of business days 0.85 1.71 2.29
| lation C . Total # of installation commitments 133 167 164
h;I]isrwt.astZtr:SZrd gn;gy/srgsr?wtmitment Total # of ?nstallation comm?tment mf-:t 133 167 164
met Total # of installation commitment missed
% of commitment met 100.00 100.00 100.00| #DIV/0! #DIV/O! #DIV/O! #DIV/0! #DIV/0! #DIV/O! #DIV/O! #DIV/0! #DIV/O!
Customers Acct # for voice or bundle, res+bus 13216 13162 13153
Customer Trouble Report
o P Total # of working lines 15236 15243 15218
- fg f’uﬁtgivr/ 1203 E’)Vgé"lz:g;')”es Total # of trouble reports 70 60 76
5 ’ % of trouble reports 0.46 0.39 0.50| #DIV/O! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0!
;% 8% (8 per 100 working lines 13:2: z g: ‘tl\rlgLrJIEInegrgni?ts
& |for units w/ 1,001 - 2,999 lines) |5 p
- % of trouble report§
S | 10% (10 per 100 working lines Total # of working lines
for units w/ € 1,000 lines) Total # of trouble reports
’ % of trouble reports
p
Total # of outage report tickets 18 19 16
Adjusted Total # of_repair tickets restored in < 24hrs 18 19 16
Out of Service Report % of repair tickets restored < 24 Hours 100.00 100.00 100.00 #DIV/O! | #DIV/O! | #DIV/O!
Min. standard = 90% within 24 hrs Sum of the duration of all outages (hh:mm) 147:21 106:26 81:19
’ Avg. outage duration (hh:mm) 8:11 5:36 5:40
Indicate if catastrophic event is in month
Total # of unadjusted outage report tickets 44 39 45
Unadjusted Total # of all repair tickets restored in < 24hrs 40 32 39
Out of Service Report % of repair tickets restored < 24 Hours 90.91 82.05 86.67
Sum of the duration of all outages (hh:mm) 1080:42 726:38 540:27
Avg. unadjusted outage duration (hh:mm) 24:33 18:37 12:00
Refunds Number of customers who received refunds 0 0 0
Monthly amount of refunds 0 0 0
Answer Time (Trouble Reports "TR", Billing & TR Rilli
Non g i, standrd - 30 of cals 60 7o 2 0 28 E e T Y Sozs]—337e|—sa0
seconds t.o reach live agent (w/ a menu option % 2 60 Seconds 97 20% 98.00% 97 16%
to reach live agent) = . 0 - 0 . 0

Name:

Al Baumgarner

Primary Utility Contact Information

Phone: 559-642-0369

Email: regulatory@stcg.net
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O Total O Exchang @ Wire

California Public Utilities Commission
Service Quality Standards Reporting
General Order No. 133-D

Company Name: Sierra Telephone U#: 1016-C Report Year: 2020
Reporting Unit Type: Reporting Unit Name: OKHRCAXA (Host)
Date filed Date filed Date filed Date filed
: : (05/15/19) (08/15/19) (11/15/19) (02/15/20)
Measurement (Compile monthly, file quarterly) 1st Quarter 2nd Quarter 3rd Quarter 4th Quarter
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Installation Interval Total # of busipess days 26.12 90.83 117.96
Min. standard = 5 bus. days Total # of service orders 35 54 56
Avg. # of business days 0.75 1.68 2.11
| lation C . Total # of installation commitments 68 76 76
h;I]isrwt.astZtr:SZrd gn;gy/srgsr?wtmitment Total # of installation commitment met 68 76 76
met Total # of installation commitment missed 0 0 0
% of commitment met 100.00 100.00 100.00| #DIV/0! #DIV/O! #DIV/0! #DIV/0! #DIV/0! #DIV/O! #DIV/O! #DIV/O! #DIV/O!
Customers Acct # for voice or bundle, res+bus 6579 6548 6534
Customer Trouble Report
o P Total # of working lines 7604 7602 7588
5 fgfuﬁ?ts(\i\:/iog Svgél(l::g;;nes Total # of trouble reports 24 30 37
5 s % of trouble reports 0.32 0.39 0.49| #DIV/O! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0!
;% 8% (8 per 100 working lines 13:2: z g: ‘tl\rlgLrJIEInegrgni?ts
@ |for units w/ 1,001 - 2,999 lines) (2 S reports”
o " T
S | 10% (10 per 100 working lines Total # of working lines
for units w/ € 1,000 lines) Total # of trouble reports
' % of trouble reports
Total # of outage report tickets 5) 11 5)
Adjusted Total # of_repair tickets restored in < 24hrs 5 11 5
Out of Service Report % of repair tickets restored < 24 Hours 100.00 100.00 100.00( #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/O! #DIV/O!
Min. standard = 90% within 24 hrs Sum of the duration of all outages (hh:mm) 52:20 34:30 14:11
' Avg. outage duration (hh:mm) 10:28 3:50 2:50
Indicate if catastrophic event is in month
Total # of unadjusted outage report tickets 14 22 22
Unadjusted Total # of all repair tickets restored in < 24hi 12 20 18
Out of Service Report % of repair tickets restored < 24 Hours 85.71 90.91 81.82| #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0!
Sum of the duration of all outages (hh:mm) 707:50 191:55 298:23
Avg. unadjusted outage duration (hh:mm) 50:33 8:43 13:33
Refunds Number of customers who received refunds 0 0 0 0 0 0 0 0 0 0 0
Monthly amount of refunds 0 0 0 0 0 0 0 0 0 0 0
ﬁg;“;l'”:g‘;)“;ig';‘;‘;'ga'fj‘j"g;/ﬁzaﬂ"Q%S‘ Total # of calls for TR, Billing & Non-Billing 5171 3445 5464
seconds t.o reach live agent (w/ a menu option ;;;oialﬁg gggﬁujseconds to reach live agent 9752%20/6 98%%70/6 975136%3
to reach live agent) = - 0 - 0 - 0

Name:

Al Baumgarner

Primary Utility Contact Information

Phone: 559-642-0369

Email: regulatory@stcg.net
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O Total O Exchang @ Wire

California Public Utilities Commission
Service Quality Standards Reporting
General Order No. 133-D

Company Name: Sierra Telephone U#: 1016-C Report Year: 2020
Reporting Unit Type: Reporting Unit Name: BSLKCAXF
Date filed Date filed Date filed Date filed
. . (05/15/19) (08/15/19) (11/15/19) (02/15/20)
Measurement (Compile monthly, file quarterly) 1st Quarter 2nd Quarter 3rd Quarter 4th Quarter
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Installation Interval Total # of busipess days 0.00 2.14 0.00
Min. standard = 5 bus. days Total # of service orders 1 3 2
Avg. # of business days 0.00 0.71 0.00
| lation C . Total # of installation commitments 4 5 2
h;I]isrwt.astZtr:SZrd gn;gy/srgsr?wtmitment Total # of ?nstallation comm?tment mf-:t 4 5) 2
met Total # of installation commitment missed
% of commitment met 100.00 100.00 100.00| #DIV/0! #DIV/O! #DIV/0! #DIV/0! #DIV/0! #DIV/O! #DIV/O! #DIV/O! #DIV/O!
Customers Acct # for voice or bundle, res+bus 461 455 454
Customer Trouble Report
6% (6 per 100 working lines $gtz: Z g; \tl;lgijlﬂlr:egrgr;i?ts
o [for units w/ 2 3,000 lines) % of rouble reports
[
;% 8% (8 per 100 working lines 13:2: z g: ‘tl\rlgLrJIEInegrgni?ts
@ [for units w/ 1,001 - 2,999 lines) (2 S - reports”
o " T
S | 10% (10 per 100 working lines Total # of working lines 493 495 494
for units w/ € 1,000 lines) Total # of trouble reports 3 1 2
% of trouble reports 0.61 0.20 0.40| #DIV/O! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0!
Total # of outage report tickets 0 1 2 0 0 0
Adjusted Total # of_repair tickets restored in < 24hrs 0 1 2 0 0 0
f Service Report % of repair tickets restored < 24 Hours 100.00 100.00 100.00
%Jnt c')standard - 90&) within 24 hrs Sum of the duration of all outages (hh:mm) 0 5:46 7:60
' Avg. outage duration (hh:mm) 0 5:43 3:33
Indicate if catastrophic event is in month
Total # of unadjusted outage report tickets
Unadjusted Total # of all repair tickets restored in < 24hrs
Out of Service Report % of repair tickets restored < 24 Hours #DIV/0! #DIV/0! #DIV/0!
Sum of the duration of all outages (hh:mm)
Avg. unadjusted outage duration (hh:mm)
Refunds Number of customers who received refunds 0 0 0 0 0 0 0 0 0 0
Monthly amount of refunds 0 0 0 0 0 0 0 0 0 0
Answer Time (Trouble Reports "TR", Billing & TR Rilli
e L e
seconds t.o reach live agent (w/ a menu option % 2 60 Seconds
to reach live agent) =

Name:

Al Baumgarner

Primary Utility Contact Information

Phone: 559-642-0369

Email: regulatory@stcg.net
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O Total O Exchang @ Wire

California Public Utilities Commission
Service Quality Standards Reporting
General Order No. 133-D

Company Name: Sierra Telephone U#: 1016-C Report Year: 2020
Reporting Unit Type: Reporting Unit Name: MRPSCAXF
Date filed Date filed Date filed Date filed
. : (05/15/19) (08/15/19) (11/15/19) (02/15/20)
Measurement (Compile monthly, file quarterly) 1st Quarter 2nd Quarter 3rd Quarter 4th Quarter
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
. Total # of business days 16.07 62.62 91.79
Installation Interval -
Min. standard = 5 bus. days Total # of service orders 10 28 39
) ) Avg. # of business days 1.61 2.24 2.35
. . Total # of installation commitments 34 41 46
Installation Commitment Total # of installati it ry— 32 a1 6
Min. standard = 95% commitment otal# 0 !ns a’a !on comm! men mf-:
met Total # of installation commitment missed (0] (0] 0
% of commitment met 100.00 100.00 100.00| #DIV/0! #DIV/O! #DIV/O! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/O! #DIV/0!
Customers Acct # for voice or bundle, res+bus 3454 3452 3445
Customer Trouble Report
— Total # of working lines 3525 3529 3539
% 1 king |
5 fgrijiﬁtgsvr/ >0§ \c/)vg(r) Ili:gsl)nes Total # of trouble reports 26 8 20
5 s % of trouble reports 0.74 0.23 0.57| #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0!
3 —
S | 8% (8 per 100 working lines 10:61: z OI \t/vorI:)llng Ilnest
&% [for units w/ 1,001 - 2,999 lines) ota’ 77 Of roub'e reports
& % of trouble reports
S | 10% (10 per 100 working lines Total # of working lines
¢ ) ; Total # of trouble reports
or units w/ < 1,000 lines)
% of trouble reports
Total # of outage report tickets 7 1 6
Adiusted Total # of repair tickets restored in < 24hrs 7 1 6
Oth of Service Report % of repair tickets restored < 24 Hours 100.00 100.00 100.00| #DIV/0! #DIV/O! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/O! #DIV/O! #DIV/0!
Min. standard = 90&) within 24 hrs Sum of the duration of all outages (hh:mm) 48:27 16:60 48:26
' Avg. outage duration (hh:mm) 6:55 16:60 8:40
Indicate if catastrophic event is in month
Total # of unadjusted outage report tickets 17 3 12
Unadjusted Total # of all repair tickets restored in < 24hrs 16 8 12
Out of Service Report % of repair tickets restored < 24 Hours 94.12 100.00 100.00| #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/O! #DIV/0!
Sum of the duration of all outages (hh:mm) 150:34 36:70 66:40
Avg. unadjusted outage duration (hh:mm) 8:51 12:20 5:33
Refunds Number of customers who received refunds 0 0 0 0 0 0 0 0 0
Monthly amount of refunds 0 0 0 0 0 0 0 0 0
Answer Time (Trouble Reports "TR", Billing & TR Rilli
Non-Billing) Min. standard = 80% of calls < 60 TOta: # OI Ca::s for TE' Biling 8;_"I\.IO” Billing
seconds to reach live agent (w/ a menu option ;I-Ota # of call seconds to reach live agent
to reach live agent) % < 60 seconds

Name:

Al Baumgarner

Primary Utility Contact Information

Phone: 559-642-0369

Email: requlatory@stcg.net
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0 Total O Exchang @ Wire

California Public Utilities Commission
Service Quality Standards Reporting
General Order No. 133-D

Company Name: Sierra Telephone U#: 1016-C Report Year: 2020
Reporting Unit Type: Reporting Unit Name: MRPSCAXG
Date filed Date filed Date filed Date filed
: : (05/15/19) (08/15/19) (11/15/19) (02/15/20)
Measurement (Compile monthly, file quarterly) 1st Quarter 2nd Quarter 3rd Quarter 4th Quarter
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Installation Interval Total # of busipess days 7.04 18.77 69.57
Min. standard = 5 bus. days Total # of service orders 10 21 26
Avg. # of business days 0.70 0.89 2.68
| lation C . Total # of installation commitments 22 36 31
I\leisnt.astztrzggrd gn;gy/;rgsr?wtmitment Total # of ?nstallation comm?tment mf-:t 22 36 31
met Total # of installation commitment missed 0 0 0
% of commitment met 100.00 100.00 100.00| #DIV/0! #DIV/O! #DIV/0! #DIV/0! #DIV/0! #DIV/O! #DIV/O! #DIV/O! #DIV/O!
Customers Acct # for voice or bundle, res+bus 1939 1930 1943 1057 1054 1047
Customer Trouble Report
6% (6 per 100 working lines $gtz: Z g; \tl;lgijlﬂlr:egrgr;i?ts
o [for units w/ 2 3,000 lines) % of rouble reports
[
'% 8% (8 per 100 working lines Total # of working lines 2574 2577 2560
& |for units w/ 1,001 - 2,999 lines) Total # of trouble reports 12 15 11
E % of trouble reports 0.47 0.58 0.43| #DIV/0! #DIV/O! #DIV/O! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0!
S | 10% (10 per 100 working lines Total # of working lines
for units w/ € 1,000 lines) Total # of trouble reports
’ % of trouble reports
Total # of outage report tickets 3 1 1
Adjusted Total # of_repair tickets restored in < 24hrs 3 1 1
Out of Service Report % of repair tickets restored < 24 Hours 100.00 100.00 100.00 100.00| #DIV/0! 100.00| #DIV/0! #DIV/0! #DIV/0! #DIV/O! #DIV/O! #DIV/O!
Min. standard = 90% within 24 hrs Sum of the duration of all outages (hh:mm) 24:37 4:32 1.0
' Avg. outage duration (hh:mm) 8:12 4:32 1.0
Indicate if catastrophic event is in month
Total # of unadjusted outage report tickets 8 8 6
Unadjusted Total # of all repair tickets restored in < 24hi 7 3 5
Out of Service Report % of repair tickets restored < 24 Hours 87.50 37.50 83.33| #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/O!
Sum of the duration of all outages (hh:mm) 192:46 446:51 88:33
Avg. unadjusted outage duration (hh:mm) 24:50 55:51 14:45
Refunds Number of customers who received refunds 0 0 0 0 0 0 0 0 0 0 0
Monthly amount of refunds 0 0 0 0 0 0 0 0 0 0 0
Answer Time (Trouble Reports "TR", Billing & TR Rilli
e L e
seconds t.o reach live agent (w/ a menu option % 2 60 Seconds
to reach live agent) =

Name:

Al Baumgarner

Primary Utility Contact Information

Phone: 559-642-0369

Email: regulatory@stcg.net
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O Total O Exchang @ Wire

California Public Utilities Commission
Service Quality Standards Reporting
General Order No. 133-D

Company Name: Sierra Telephone U#: 1016-C Report Year: 2020
Reporting Unit Type: Reporting Unit Name: YMLPCAXF
Date filed Date filed Date filed Date filed
: : (05/15/19) (08/15/19) (11/15/19) (02/15/20)
Measurement (Compile monthly, file quarterly) 1st Quarter 2nd Quarter 3rd Quarter 4th Quarter
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Installation Interval Total # of busipess days 0.05 15.94 15.88
Min. standard = 5 bus. days Total # of service orders 2 5) 6
Avg. # of business days 0.02 3.19 2.65
| lation C . Total # of installation commitments 5 9 9
I\:isnt.astztrzggr d gn;gy/;r(r:fr?wtmitm ent Total # of ?nstallation comm?tment mf-:t 5) 9 9
met Total # of installation commitment missed
% of commitment met 100.00 100.00 100.00| #DIV/0! #DIV/O! #DIV/0! #DIV/0! #DIV/0! #DIV/O! #DIV/O! #DIV/O! #DIV/O!
Customers Acct # for voice or bundle, res+bus 783 777 777
Customer Trouble Report
o% o per 1 wonng s [T or g e
o [for units w/ 2 3,000 lines) % of rouble reports
[
'% 8% (8 per 100 working lines Total # of working lines 1040 1040 1037
&% [for units w/ 1,001 - 2,999 lines) Total # of trouble reports 5 6 6
E % of trouble reports 0.48 0.58 0.58( #DIV/0! #DIV/O! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0!
S | 10% (10 per 100 working lines Total # of working lines
for units w/ € 1,000 lines) Total # of trouble reports
’ % of trouble reports
Total # of outage report tickets 3 5) 2
Adjusted Total # of_repair tickets restored in < 24hrs 3 5 2
Out of Service Report % of repair tickets restored < 24 Hours 100.00 100.00 100.00( #DIV/0! #DIV/0! 100.00| #DIV/0! #DIV/0! #DIV/0!
Min. standard = 90% within 24 hrs Sum of the duration of all outages (hh:mm) 21:56 45:57 10:33
' Avg. outage duration (hh:mm) 7:18 9:11 5:16
Indicate if catastrophic event is in month
Total # of unadjusted outage report tickets 4 5 3
Unadjusted Total # of all repair tickets restored in < 24hi 4 5) 2
Out of Service Report % of repair tickets restored < 24 Hours 100.00 100.00 66.67| #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/O! #DIV/0! #DIV/0! #DIV/0! #DIV/O!
Sum of the duration of all outages (hh:mm) 27:23 45:57 79:43
Avg. unadjusted outage duration (hh:mm) 6:50 9:11 26:34
Refunds Number of customers who received refunds 0 0 0 0 0 0 0 0 0 0
Monthly amount of refunds 0 0 0 0 0 0 0 0 0 0
Answer Time (Trouble Reports "TR", Billing &Tota] % of calls for TR, Billing & Non-Billing
Non-Billing) Min. standard = 80% of calls < 60 Total # of call seconds to reach live agent
seconds t.o reach live agent (w/ a menu option % 2 60 Seconds
to reach live agent) =

Name:

Al Baumgarner

Primary Utility Contact Information

Phone: 559-642-0369

Email: regulatory@stcg.net
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